In a scenario of inbound call center customer service, the ability to forecast calls is a key element and advantage. By forecasting the correct number of calls a company can predict staffing needs, meet service level requirements, improve customer satisfaction, and benefit from many other optimizations. This project will show how elementary statistics can be used to predict calls for a specific company, forecast the rate at which calls are increasing/decreasing, and determine if the calls may stop at some point.
PROBLEM STATEMENT
The data provided in Table 1 was the template used to determine future trends and expectations. Other specific items that will be addressed include:
(1) Finding an expression that will represent the best line. In the case of the call center data, the months must first be represented as numbers to obtain the values. For convenience, set Jan-08 , Feb-08 , … , Nov-09 . Now and and using (1) and (2) the parameter values are calculated as
Now that the best linear approximation has been established, some justification for using a linear model is needed. For this, the sample correlation coefficient is calculated. Mathematically, the sample correlation coefficient is defined as the following: 
which indicates that there is strong evidence for using the linear approximation. 
CONCLUSION AND RECOMMENDATIONS
The forecasting model created from the data confirmed both computationally and graphically that there is a simple linear relationship between time and the number of calls received by the inbound call center. By extrapolating this model, it was determined that the center would stop receiving calls by March 2012. If the business does not change this trend and increase the number of calls soon, there will not be a need for this call center. 
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